Foreigner’s satisfaction towards tourism Malaysia Pahang’s services / Nadia Farhan Mohd Shalahim by Mohd Shalahim, Nadia Farhan
  
 
 
 
FOREIGNER’S SATISFACTION TOWARDS 
TOURISM MALAYSIA PAHANG’S SERVICES 
 
 
 
 
NADIA FARHAN BT MOHD SHALAHIM 
2007129673 
 
 
 
 
 
BACHELOR OF BUSINESS ADMINISTRATION  
(HONS) INTERNATIONAL BUSINESS 
FACULTY OF BUSINESS MANAGEMENT  
UNIVERSITI TEKNOLOGI MARA 
KAMPUS BANDARAYA MELAKA 
 
 
 
 
 
APRIL 2010 
 
 
 
     
 
BACHELOR OF BUSINESS ADMINISTRATION 
(HONS) INTERNATIONAL BUSINESS 
FACULTY OF BUSINESS MANAGEMENT  
UNIVERSITI TEKNOLOGI MARA 
KAMPUS BANDARAYA MELAKA 
 
 
“DECLARATION OF ORIGINAL WORK” 
 
I, Nadia Farhan Bt Mohd Shalahim, (I/C Number: 860413-29-5768) 
Hereby, declare that, 
• This work has not previously been accepted in substance for any degree, locally 
or overseas and is not being concurrently submitted for this degree or any other 
degrees. 
• This project paper is the result of my independent work and investigation, except 
where otherwise stated. 
• All verbatim extracts have been distinguished by quotation marks and sources of 
my information have been specifically acknowledged. 
 
 
 
 
Signature: ______________                                 Date: _______________ 
 i
LETTER OF SUBMISSION 
 
 
MAY 2010 
 
 
The Head of Program 
Bachelor of Business Administration (Hons) International Business 
Faculty of Business Management 
Universiti Teknologi MARA 
Kampus Bandaraya Melaka, 
110 Off Jalan Hang Tuah, 
73500, Melaka 
 
 
Dear Sir, 
SUBMISSION OF PROJECT PAPER  
Attached is the project paper titled “FOREIGNER’S SATISFACTION TOWARDS 
TOURISM MALAYSIA PAHANG’S SERVICES” to fulfill the requirement as needed 
by the Faculty of Business Management, Universiti Teknologi MARA. 
 
Thank you. 
 
 
Yours sincerely, 
NADIA FARHAN BT MOHD SHALAHIM 
2007129673 
Bachelor of Business Administration (Hons) International Business 
 
 ii
TABLE OF CONTENT 
 CONTENT         PAGE 
LETTER OF DECLARATION       i 
LETTER OF SUBMISSION        ii 
ACKNOWLEDGEMENT        iii 
TABLE OF CONTENT        iv 
LIST OF TABLES         vi 
LIST OF FIGURES         vii 
ABSTRACT          viii 
 
CHAPTER 1: INTRODUCTION       1 
1.1 Introduction         1                               
1.2 Background of the Study        1 
1.3 Background of the Company       2 
1.4 Overview of Tourism Malaysia Pahang      4 
1.5 Problem Statement        5 
1.6 Research Questions        7 
1.7 Research Objectives        7 
1.8 Significance of the Study        8 
1.9 Scope of the Study        9 
1.10 Limitation of the Study        11 
1.11 Definitions of Terms        12 
 
CHAPTER 2: LITERATURE REVIEW      15 
2.1 Introduction         15 
2.2 Facilities          15 
2.3 Communication Skills        17 
2.4 Service          20 
2.5 Employee Behavior        21 
2.6 Workplace Environment        22 
2.7 Foreigner Satisfaction        23 
2.8 Theoretical Framework        25 
     
CHAPTER 3: RESEARCH METHODOLOGY     27 
3.1 Introduction         27 
3.2 Research Design         27 
3.3 Population          28 
3.4 Sampling Design          28 
3.5 Data Collection Method        30 
3.6 Data Analysis         32  
  
 
 
 
 
 
 iv
 viii
ABSTRACT 
 
Tourism industry is one of the major contributors to the national income. Pahang 
is strongly dependent on tourism industry in order to generate economic growth. 
Therefore, the purpose of this study is to identify the factors that influenced the number 
of tourist arrival in Pahang that leads towards focusing on the certain aspects that will 
play a role in order to boost the economic condition. This kind of study also will be 
helpful to know the performance of tourism industry in this state.  
 
The main objective of this research is to identify the level of foreigner satisfaction 
towards Tourism Malaysia Pahang’s services, to identify the mean for each independent 
variable, to rank the independent variables that contribute to foreigner satisfaction 
towards Tourism Malaysia Pahang’s services, and the last objective of this study is to 
identify the recommendation to increase the foreigner satisfaction at Tourism Malaysia 
Pahang parking space. 
 
This research is conducted by using non-probability sampling technique which is 
Exploratory and Descriptive Research.  The populations in this study were the foreigners 
that come to Tourism Malaysia Pahang to ask and get some information about Pahang. In 
this study, researcher was decided to use Convenience Sampling which is a Non 
Probability Sampling Technique that attempts to obtain a sample of convenient elements. 
30 foreigners were selected to be the respondents by distributing each of them a 
questionnaire to answer.  
 
 The conclusions of the research were from the outcome from the data analysis and 
findings, some of the recommendations are suggested for the benefit of future research. 
